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Dear Ms. Dortch: 

Enclosed is an original and four copies of Florida's relay 
June 2006 through May 2007. Also enclosed is a compact 

Florida received 180 complaints about the various types 

If you have questions, please contact me at 

S U m m X y .  

the complaints were resolved within the FCC's time requirements. 

Sincerely, I 

Chief, Bureau of Telecommunic tions Service 
Quality, Certification, and Enfor t ement 

Rick Moses 

Enclosures (6) 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complain€ 
1/02/07 

Nature of Complaint 

DIsconnecffReconnect during calls 
3esolution 
1/02/07 

1/04/07 

1/03/07 

1/04/07 

1/05/07 

I 
1/03/07 IFL VCO customer stated when using a calling card 

Sent customer information explaining the difference between a CapTel and 
a traditional phone. Explained to customer why disconnectionlreconnection 
might occur and sent email with tips to reduce occurrence. Advised 
customer to try the phone on a different jack in the house. 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and sent email with t ips to reduce 
occurrence. 
Apologized for the problem and turned in Trouble Ticket. Customer 
requests Account Manager and Technician to follow up. Forwarded on 10 
Sprint Tech. Non-agent error. 
Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnection/reconnection might occur and sent email with tips to reduce 
occurrence. 
Apologized; no follow up requested. CA remembered call and said 
customer gave no indication it was a switchboard until well into call. CA Sai( 
she told customer she would have to ask IB to transfer and could not make 
that decision for caller. CA explained that she would have to type this to 
caller and would let her know caller's response. Customer was upset and 
did not want to wait for caller's response. Reviewed procedure to follow 
when reaching a switchboard including proper phrasing. 

/ 

through Relay slhe intermittently gets LD charges 

1/02/07 

lthrouah Relav slhe intermittentlv ae& LD chayaes 

Disconnect/Reconnect during calls 

, -  e 

Instead of charges be ng iaken off from ca ng car0 
DisconnecuReconnect dJmg ca IS 1 04.07 

1/08/07 

1/12/07 

I 
1/05/07 lThe voice customer stated that she received a relay 

Agent didn't recall but knows not to hang up on customers. 

Inbound call technical problem reported at 8:15 am CT on i i i 2 ~ r e s u l t e d  
in increased queue times. The problem was completely resolved a t  10:28 

call. Customer stated when the call was identified as a 
relay call, she informed the operator that she would 
transfer to appropriate personnel. However the 
operator would not allow her to transfer the call. 
Customer stated that she made it known that she is the 
switchboard operator and know to whom the call is 

fer the call. It was poor customer 
handles a lot of call and couldn't 

1/12/07 
VCO caller. 
Service - General 

111 5/07 

Explanation of R k n i l E 5 -  Date of I - 

Service - General 
lam CT by CapTel Technical Support. 
llnbound call technical Droblem reDorted at 8:15 am CT on 1/12/07 resulted 1/12/07 -. - 
in increased queue tim'es. The problem was completely resolved a t  10:28 
am CT by CapTel Technical Support. - 

1 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

01/30/07 DisconnecffReconnect during calls 

01/30/07 Dialing Issue - Unable to dial regional 800 number 

might occur and sent ernail with tips to reduce occurrence. 

. - 
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and sent email with tips to reduce 
occurrence. 
Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnection/reconnection might occur and sent email with tips to r e d m  

Technical Support made an adjustment so that CapTel u s e r c a n  

01/31/07 

bL . 
01/30/07 

Ion customer after a few minutes. I lproblems with a call. 
01/29/07 
01/29/07 IDisconnecffReconnect during calls 101/29/07 ISent customer information exdainina the difference between =I CapTel 

[Agent disconnected call 4 times. [01/29/07 (Apologized to customer. No agent with this number. No  action taken. 

Internal Update Performed Technician performed an upgrade with the Rockwell system a n d  made test 
calls and was successful. Closed. 

Speech to Speech number, 877-955-5334; from his 
cell phone or from his work number and also had four 
others in his building try to get through. None were able 
to connect successfully; they only got ringing and 

~. 
phone to the number; call was answered in two rings with no problem. 
Apologized to the caller and said a Trouble Ticket would be entered. No 
follow up requested. All test calls are completing. Problem not duplicated. 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

12/08/07 

- 
Date of INature of Complaint t Dateof I ExDlanation of Resolution 

probably a wrong number (calling the food stamp office) and was told they 
reached a wrong number. 
Apologized, explained benefit of using the dedicated VCO toll free #. 
Entered Trouble Ticket. No contact wanted. Technician resolved the issue. 
Customer Service sent the VCO material to the customer to h e l D  them to 

- 
FL VCO user's calls do not come in branded VCO 
when she uses 71 1 and she has to call back for 
rebranding. 

02/08/07 

Complaint I I Resolution 1 
12/07/07 

- 
IAgent was not polite and hung up on caller 102/12/07 ]Agent did not recall hanging up on a customer and stated that the Call was 

. , 

12/13/07 

changed within the last few days and she cannot 
connect properly with; VCO system is inconsistent 
when customer cannot make her calls via Relay. She 
must resort to traveling to who she is trying to call and 
leaving a note. Customer will go to higher authority if 
this problem is not resolved. 
Internal Update Performed 
Technician with a LEC called to report that an 
employee who uses TTY FL Relay and dials to 71 1 
has not been able to connect to any number since last 
weekend (2/11). The system is dropping the first two 
digits of the area code, then showing 8 digits, then 90 
in the info digits. (The 90 is the first part of the area 
code). Caller was told that a new system had been 

management to call her back. Customer did not have operator ID number, 
and dials via 711 RCS provided FL Relay dedicated line number. Follow UP 
requested. Called customer 3 different times and there was no answer. Re- 
investigating this situation and another resolution will be  provided in the 
required 180 days. - 

02/13/07 Apologized for the inconvenience and told him a trouble ticket would be 
entered. Ticket asked tech to contact the rep to do testing to resolve the 
issue. Follow up requested. Area code/ANl missing. Performed Internal 
Update. 

12/15/07 
Waited forever for relay to respond. 

unable to get a relay operator. Tried several times and 
different numbers and was unable to get an operator. 
VERY MAD with the company and demanded that we 
have operators available anytime during the day or will 

t her lawyer involved. Demanded a follow-up call on 

Customer ... RNA on 2/19 @ 215p CT. 

3 

installed that may cause the problem. 
Internal Update Performed I 
Agent took too long to take VCO caller's number. [02/15/07 (Forwarded on to correct center for follow up. Agent did not rem>mber but 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

cell phone. Customer is getting an error saying *'Call 
can not be completed." 

Internal Update Performed 

/ 1 Date of INature of ComDlaint I Dateof I ExDlanation of Resolution 

test calls, investigating. 2/22 1530. Duplicated with Sage. Phoenix desktop 
will not complete call to 305-316-1667. Escalated to development. EricIJVL 
2/23 NXX 316 is new NXX, not recognized in VNH file. VNH f i le updated or 
production, tested. 
Called customer 3 different times via TTY and VRS, no a n s w e r o r  did an 

Complaint I I Resolution I 
02/22/07 IFL TTY customer not able to call through the relay to a 102/22/07 ]Apologized and entered Trouble Ticket From the IT d e p a r t m x M a k l n g  

03/04/07 
experience. Resolution provided. 
Insufficient information from customer to take further action. Person was receiving multiple calls through the FL 

relay service. the calls included a lot of vulgarity. The 
03/07/07 

I I lanswering machine come on. 
02/23/07 ITechnical - General 102/26/07 (Technical support did an adjustment in the system to resolve O G r  party's 

lperson does not wish to receive any more relay calls. I 
relay. Also not getting the voice now message on her 

might occur and sent email with tips to reduce occurrence. 

sure if it's the agent's fault as it's been happening over 

A 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

03/08/07 

0311 0107 

I Date of INature of Complaint I Dateof I Explanation of Resolution 

Dialing Issue - Unable to dial regional 800 number 03/08/07 

After CA greeting, customer typed number and GA but 03/10/07 
no response from CA. then line hung up. Not sure if it 
was an accident. 

Technical Support made an adjustment allowing customer t o  reach a 
regional toll free number. 
Spoke to CA who did not remember the call. Suspect it may h a v e  been a 
dropped call or other technical error, since the CA does not normally 
receive FL calls. Possible non-agent error. Sent email to customer on 
3/10/2007 explaining that we did in fact talk to the CA and that it may have 

Complaint I I Resolution I 
03/07/07 IAccuracy of captions 103/07/07 ]Customer shared feedback regarding accuracy of captions. C S  Rep 

I 

apologized for incidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer document t h e  date, time 

lbeen a technical issue that will be addressed. 

I I land CA number for more specific follow up. 
03/07/07 IDisconnecffReconnect during calls 103/07/07 /Advised customer to contact telephone comDanY to check and possibly 

]number to call, agent disconnected. 

I I I IuDarade Dhone line Also advised customer to temoorarilv disconnect 

. .  - .  

. _  , 
]security system to determine if that device is interfering on phone line. 

03/07/07 IDisconnecVReconnect during calls 103107107 ]Sent customer information explaining the difference between a CapTel 

0311 3/07 

I I  

_ _  I 

Out of Sv. I calleddirect and the line-connected fine. 
Account Login Failure 03/13/07 Unit's account activated. Unit now operational. 

phone and a traditional phone. Explained to customer why I /  disconnectionlreconnection might occur and sent email with t ips to reduce 

03/14/07 Internal Update Performed 

I I (occurrence. 
03/08/07 I DisconnecVReconnect during calls (03/08/07 IExplained to customer difference between a CaDTel Dhone and a traditional 

0311 5/07 Forwarded complaint to Team Leader for coaching. 

l l  
~~ 

phone. Explained to customer why disconnectionlreconnection might be 
occurring and recommended that they have their phone lines check. 

with voice callers to his same number. Call Controllers and Phoenix software. 3/12/07: Called via Spanish FI # 
from 816-478-5465 and with CA. the call connected but customer was not 
in. I tried to call again later same way with CA and aot the recording twice 

5 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

Nature of Complaint Date of Explanation of Resolution 

Transmission was terrible. Operator was not giving all 
the information at the beginning. Caller was not getting 
responses from the operator and operator huna UD on 

Resolution 
Agent did not remember call, but felt really bad about it. TeamLeader 
coached CA on proper calling procedures. 

- .  
Ithe caller at the end. -- 

13/15/07 IAccuracy of captions 103115107 ICustomer shared feedback regarding accuracy of captions. CS Rep 

)3/16/07 

apologized for incidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer document the date, time 
and CA number for more specific follow up. 
Supervisor met with agent and discussed appropriate call closing 
procedures. Agent understood well. Not enough information is provided for 

Customer said agent hung up on himiher. 03/16/07 

lfurther investigation. 

a traditional phone. Explained to customer why disconnectionlreconnection 
might be occurring and gave tips to reduce their occurrence. 

6 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

03/23/07 

03/27/07 

03/28/07 

03/28/07 

03130107 

- 
Nature of Complaint Date of Explanation of Resolution 

Resolution 
A FL voice customer (teenager) has been receiving 03/23/07 
harassing calls through Sprint IP Relay. Customer 
wanted these calls blocked from her cell phone 
because she would have to pay the bill for minutes 
used by receiving these calls. 
Captions Lag too far behind voice 

Apologized and explained we can no longer block calls due to FcC 
regulation and referred customer to local PD and FCC. No follow up 
requested. 

03/27/07 Customer shared feedback regarding the lag in the captions. C s  Rep 
apologized for incidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer document the date, time 
and CA number for more specific follow up. 
Customer requested follow up via e-mail. Agent is no longer e m G e d .  

Forwarded to Florida Center Manager; Manager met with agent on 
regarding this complaint. Explained the severe consequences of 
disconnecting customers and agent understood. No phone number 
provided; therefore, further investigation is not possible. 
Apologized. No follow-up requested. Met with Team Leader and discussed 
the importance of following customer instructions and good customer 

Asked agent for supervisor and then agent transferred 04/09/07 
call instead and the line disconnected. 
Agent continuously is disconnecting caller. 03/28/07 

- 
TTY customer said that the supervisor would not get 
them a agent, customer wanted a new agent because 

03/30/07 

lthe agent dialed the incorrect number 

been a technical difficulty and number did not come across screen. 
Supervisor went over appropriate call closing procedures and agevt  

customer waited about 20 seconds, then agent typed I I  (no response) and hung up on customer. 

lserv ce Tn s s-pervisor unaerstanas 

I lunderstood well. 

7 

04/06/07 

-.  . I  . .  
and her call disconnects before the relay greeting 
completes. 

Internal Update Performed 
Caller gave agent the number to dial and waited for a 
response from agent -then heard a dial tone. Agent 
disconnected caller. 

Ultratec for advice. Customer would appreciate contact from technician for 
troubleshooting. Called customer twice and received the same recording: 

____ 

04/16/07 Discussed with agent in reference to incident. Agent did not recall 
disconnecting a call intentionally; however, supervisor went over 
call closing procedures. No phone number provided therefore, furtper 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

an Internet call but was disconnected by the operator, 
who typed something to the effect of "I refuse to place 
this call" (the caller didn't remember the operator's 

caller that it would be forwarded to the proper personnel. Agent remembers 
the call and had explained that Sprint IP policy does not offer Spanish 
translating services via Sprint IP. Caller seemed dissatisfied w i th  

o ow up requeste 
because lately for the first time in 10 years, the 
operators wait for the typing to stop before they read. 
This woman said she was an operator for FL relay and 
her husband is deaf and she wants to know what is 
with the delay all the time lately. Is there new Florida 

Customer used to work for PRC and MCI as a CA. She and her husband 
usually hang up and wait to get a different CA and then the phone Call 
progresses fine. Suggested to her that if it happened again, to please 
document the CA number and that we would coach that CA. Customer was 

a traditional phone. Explained to customer why disconnectionireconnection 
might be occurring and sent tips to reduce their occurrence. 

a traditional phone. Explained to customer why disconnection/reconneCtion 
might occur and sent email with tips to reduce occurrence. 

8 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

05/08/07 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

Customer said agent was very rude. Gave agent 05/15/07 
number to call, agent dialed and typed "Invalid number 
SKSKSKSK." Did not give customer chance to type or 
request a different number. Agent just put "SK 4-5 
times and hung up. 

Team Leader met with this agent about proper disconnect procedures. The 
agent did not disconnect on purpose. There was no response after a minute 
so the agent went thru the disconnect procedures properly. Could be a 
technical issue if the customer was typing and the agent was not seeing the 
text. Trainer emailed the customer about the complaint on 5/15/07. 

05/10/07 

~ 

FL TTY customer called to complain that he was 
receiving an error message: INVALID CARRIER IN 
DIAL THRU NUMBER, PLS REPEAT when he called 
to relay service, even though customer had not enterec 
a number to dial. He said this has been happening for 
the past month or month and a half. The last time it 
happened was approximately 11 :30 5/10/07. I 

35/10/07 Apologized for inconvenience. Opened Trouble Ticket. Follow up requested. 
Emailed customer with resolution and thanked him for bringing it to our 
attention. Setup file on customer TTY incorrect. This has b e e n  resolved. 

lwere very upset about the situation. 
IDuring the call, the customer started talking directly to agent. A f te r  two or 

05/13/07 

05/16/07 

o con usion. 

at 10:20. Customer answered and Center 

Customer said agent did not follow calling instructions 05/15/07 
and hung up on caller. 
Customer called relay center's direct line and was very 05/16/07 

angry, spoke to manager. Stated that his mother, who 
is deaf, had called him approximately 11 :32am and 
during the conversation, Agent 6219M started typing 
profanity "IF ... you" to his mother. His mother 
responded "Why are you cursing at me?" Customer 
replied that he was not and confusion occurred. Both 

Agent number is not listed, and no phone number available for follow UP. 

Customer wants follow up phone call. Center Manager observed the 
complaint and contacted the center manager in Sioux Falls immediately. 
Manager in Sioux Falls met with agent and discussed the situation. 

9 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

implaint 
17/07 

/ 

ate of ]Nature of Complaint I Dateof I Explanation of Resolution 
Resolution 

05/17/07 Customer stated that agent hung up on her during the 
middle of her call. Voice person had put customer on 
hold and customer thinks that agent hung up the call. 
She now feels bad that the voice person thinks she 

Team Leader talked with the agent approximately 5 minutes a%r the Call 
from this customer ended. The agent said that there had been no sudden 
disconnects that afternoon and at the time of the call, she w a s  not Sitting at 
a Florida gated station. It is suspected that the customer wrote down the 

I 

lhung up on them. I lincorrect agent number. Non-agent error. No action taken. / 

17107 (Echo Sounds - CapTel user hears 105117107 IAdvised customer to make use of Volume and Tone settinas to optimize 

ICapTel phone console. 

sound quality on CapTel phone. Advised customer how to properly hold I I  handset for echo reduction. Customer subsequently sought exchanged 

Customer was very ASL and lots of garbling was on 
the call in to Customer service. 

as stated. Supervisor received call from customer service this Same night 01 
the complaint and supervisor met with agent. Agent did not recal l  anything 
unusual happening and went over the appropriate closing procedures. 
Agent understood the consequences of disconnecting customers. No phone 
number provided for further follow up. 

boyfriend calls her from a prison TTY, the message is 
always garbled. The last time was 5/18, approximately 
7:45 p.m. 

- , -  

boyfriend is the only one who calis her through relay, it is difficult to locate 
the problem. I did call her back via relay and she had no problems reading 
me. Follow up requested. Suspect prison TTY. If customer ca l ls  back. 
notate agent ID and 1'11 pull call logs. Also, make sure prison T T Y  is set to 

10 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

05/23/07 

05/24/07 

05/24/07 

05/29/07 

05/30/07 

06/05/06 

06/05/06 

06/05/06 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

VCO customer having trouble reaching the relay 05/23/07 
through both 71 1 and the toll free number. 

Apologized and entered Trouble Ticket. Follow up requested, Re- 
investigating this situation and another resolution will be provided within the 
required 180 days. Pulled agent logs from machine. Agent could not hear 
customer, so disconnected call. Agent logs appear consistent with what 
agent says. Customer called back, got same agent, and completed the Call 
fine. 
Apologized and entered Trouble Ticket. No follow up requested. Technician 
tested the call and there was no problem with it. 

Apologized for the technical problem. Service Ticket was opened. No follov 
up. Resolution is pending and will be completed within the required 180 
days. 
Agent number is not listed in our center. No phone number provided, 
therefore, further investigation is not possible. 

Sent customer information explaining the difference between a CapTel and 
a traditional phone. Explained to customer why disconnectionlreconnection 
might be occurring and gave tips to reduce their occurrence. 

Apologized. Unable to resolve complaint, since its a technical issue. and a 
Trouble Ticket has already been opened. 

FL TTY customer states during 2 conversations using 
FL Relay the text from the operator just stopped 
coming across to him. 
VCO customer could not be heard by the outbound 
P a w  

Customer asked relay to dial a number to leave a 
message and agent disconnected call before message 
was left. 
DisconnecffReconnect during calls 

05/25/07 

05/24/07 

06/07/07 

05/30/07 

FL VCO customer stated her VCO branding keeps 
falling off. She said she has to keep calling and having 
the branding put back on every couple of weeks and 
she's tired of it. When she came into customer service 
her branding was there. 
FL VCO customer stated her VCO branding keeps 
falling off every two weeks and she's tired of it. When 
she called in to 
was there. 
DisconnecVReconnect during calls 

06/05/06 

06/27/06 Apologized to the customer and turned in Trouble Ticket to Jacksonville anc 
Miami. Assigned to Sprint Tech. 

V C n  bcaadv;rg 

06/21/06 Sent customer information explaining the difference between a c a p T e l  
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might be occurring and sent letter with tips to 

I I lreduce their occurrence. 
06/07/06 IDisconnecVReconnect during calls 106/07/06 ISent customer information explaining the difference between a CapTel  

phone and a traditional phone.. Explained to customer why 
disconnectionlreconnection might occur and sent email with tips to reduce 

11 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

making call to insurance company; agent.disconnected 
call but did not provide details when requested. 

I Date of INature of Complaint 1 Date of 1 Explanation of Resolution 

~. . - .  
the outbound person that refused to take the relay call. That was typed back 
to the customer, but then customer hung up. He did not hang up on the 
customer. Coached agent on the importance of always keepina the 

Complaint I I Resolution I 
06/08/06 IDisconnecVReconnect during calls 106/08/06 IExplained to customer why disconnection/reconnection might be occurring 

/long wait times to get a Spanish operator. 

I I land sent letter with tips to reduce their occurrence. 
06/09/06 ITTY customer reported agent did not cooperate in 106/16/06 ]Apologized; no follow UD requested. Met with agent. who Stated that it Was 

I 
bottom of phone which may be causing disconnection during s a m e  
captioned calls. Also sent customer information explaining the difference 
between a CapTel phone and a traditional phone 

difference between a CapTel phone and a traditional phone. Explained to 
customer why disconnectionlreconnection might occur and sent ernail with 

Supervisor added customer database note instruction reading "do not use 
abbreviations." Supervisor completed trouble ticket for the connection 
issue. Customer requested follow up from FL account manager. Account 
Manager contacted the customer and reassured the customer t h a t  we Will 
coach the agent to be sure not to use abbreviate words. Customer was 

0611 5/06 DisconnecVReconnect during calls 07/06/06 Apologized for incidence and sent customer information explainrnzthe 

- tips to reduce occurrence. 
06/19/06 Cannot connect to VCO number for FL. and customer 

stated this is not a technical problem, it is a people 
problem. Supervisor assisting caller tested FL VCO 
number and was able to connect to the FL VCO 
number. Customer also stated that agents abbreviate 

06/20/06 

- , -~ 
lcustomer informed, and typing everything verbatim. 
IApologized for the inconvenience. 06/13/06 ]Caller said the Florida Spanish line (877 955 8773) has 106/13/06 

-_ I 

call for me. I asked are you there third time no answer." 

Internal Update Performed 
VCO caller stated that 9200 series operators always 
transmit (Voice Now) but do not open the line to hear 
her speak. 

on the importance of dialing the number with in 3 seconds after t h e  GA 
- 

06/20/06 07/18/06 Apologized; no follow up requested. Advised all agents that not responding 
a customer was not acceptable. Also advised all agents of the 
consequences of this type of action. We continue to follow up to m a k e  Sure 
that all agents are responding and opening the bridge for all V C o  cal ls 

Apologized. No follow-up requested. Unable to follow up due to a g z n t  ID not 
active. 

06/23/06 TTY customer stated that this agent did not type the 
recording so they did not know what was going on. 

06/23/06 

~ 

I lagain and the agent would not help or redial. No follow I lseverity ofhanging up calls. 
lup requested. I 

06/20/06 ITTY c c m  . .  s b"* 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

07/05/06 

07/10/06 

0711 1/06 

I Date of INature of Complaint 1 Dateof I Exdanation of Resolution 

agency. 
Met with agent. She stated that she would never be rude to any customer- 
Coached agent on the consequences of being rude to a customer and that 
hanging up on a customer was not accepted. Will continue to follow up with 

Apologized to the customer and assured them that a supervisor would 
follow-up with the CA. Unable to resolve due to inactive number. 
Explained to customer how word errors mav occur between words that 

- 
Customer stated the operator was nasty and rude. 
When caller asked to speak to a supervisor, operator 
said "where you are, too bad!" and hung up. (Caller 
calling from correctional facility) agent. 
This agent was rude to customer. He was mumbling 
and would not repeat what he said. 
Accuracy of captions 

07/20/06 

07/10/06 

07/21/06 

Complaint I I Resolution I 
06/26/06 ISound Quality - Buzzing 106/29/06 IAdvised customer to seek replacement phone console through state issuln< 

I Itips to reduce occurrence. 

-- 
/sound alike and apologized for any inconvenience. 

07/12/06 IDisconnecffReconnect during calls 107112106 IApologized for incidence and sent customer information explainina the 
difference between a CapTel phone and a traditional phone. Explained to I I  customer why disconnectionlreconnection might occur and sent ema i l  with 

I I  
-I- 

speed. CSR apologized for incidenceand than.ked customer for the 
feedback and informed customer that the feedback would be shared with 

I I lappropriate captioning service staff. 
07/18/06 ]Caller reported that when dialing the French Creole 107/18/06 IApologized for inconvenience. Customer reauests follow uo from A= 

number for FL Relay, they keep-getting CA with ID 
number beginning with 6 instead of 9. The CAS with #6 
do not process the French Creole calls correctly, they 
cannot type in French. Caller makes relay calls to Haiti 
to familv and wants all calls to be handled bv CA 

. -  . .~ 
Manager. AM contacted customer to apologize for this inconvenience and 
explained to the customer that it's the system that route to next available 
agent. Also offered some different solutions to bypass this problem. 
Customer is OK with the solutions. 

redial direct to Customer service. The garbling then 
stopped and he could read everything that was typed. 
He reported that this is happening much more 
frequently with Florida relay service even though he 
has both Auto Id and Turbo Code turned off. 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

07/22/06 

/ 

Nature of Complaint Date of Explanation of Resolution 

Customer stated he called into French Creole gate and )08/06/06 
Resolution 

/ 

IComplaint handled by Center Manaqer Aqent no lonqer ernDloved Follow 

7/24/06 

7/25/06 

7/27/06 

needed to place urgent call. Said the operator didn't 
follow instructions. Said he asked to be transferred, 
agent refused and told him this is "damn bullshit." Said 
he calls Miami center and gets agents whose ID'S start 
with 9 and never a problem. Caller asked for a 
supervisor and the agent replied he is the supervisor 
and there is no one here for the caller to speak to -just 
him and he's in charge. Operator refused to transfer 
and refused to give the toll free number for Florida 
Relay. Customer requested follow up. 

Customer called to complain that Operator did not 
connect TTY to TTY. Instead operator transferred to 
another department. Customer stated agent was rude. 

FL VCO user called to report that she was 
disconnected three times in a row right after the 
greeting, and each time it was the same agent. She 
suspected a technical problem, not agent fault. 
FL voice customer inquiring about our service and if it 
is a scam. Customer Service apologized to the 

reaches a busy signal. 

the operator coached. No follow up 

8102/06 

- . 
up sent 8/2. 

DisconnecuReconnecr dJr ng calls 

with correct customer info. Have not received any reports of issues dialing 
in. Suspect LEC issue. Customer will call back if problem comes back again 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

0811 0/06 

08/13/06 

08/15/06 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

VCO customer (branded) asked for frequently dialed OW1 0106 
number. Operator did not respond or dial out. 
Customer then typed "did you understand what I said?" 
but still got no response from operator. Customer 
thought maybe operator was unfamiliar with "frequently 
dialed numbers." 
Customer called and stated when they were on a call 
they think the agent made a mistake and hit the wrong 
key and call disconnected. Stated not to fire operator - 
just speak to him. 
Accuracy of captions 

IThanked customer for feedback. Coached agent on the proDer DrOCedUreS. 

08/26/06 Operator no longer employed. 

08/1 5/06 Customer shared feedback regarding accuracy of captions and captioning 
speed. CSR apologized for incidence and thanked customer for the 
feedback and informed customer that the feedback would be shared with 

~ 

]appropriate captioning selvice staff. 
08/15/06 IDisconnecffReconnect during calls 108/15/06 IApologized for incidence and sent customer information e x p l a i n i z  the 

difference between a CapTel phone and a traditional phone. Explained to 
customer why disconnectionlreconnection might occur and sent ernail with 

I I Itips to reduce occurrence. 
08/23/06 IDisconnecVReconnect during calls 108123106 lSent customer information exDlaininq the difference between a c a p T e l  I I I \phone and a traditional phone. Explained to customer why 

- 

I I ldisconnectionlreconnection might occur. 
08/27\06 IFL voice customer called to report that his caller ID is 108/27/06 I Apologized. Set caller ID to send in customer database. Customer called 

not sending when he calls his mother via relay, so he is 
unable to connect to her. 

back saying this didn't work. Opened Trouble Ticket. Follow up requested. 
Tech test-called using customer's caller ID and it was passed o n  no 
problems. AM communicated with the customer and customer will try again 

VCO sister's caller ID does not send either, even 
though both numbers are set to send caller ID. This 

L lleaves them unable to reach each other. I I 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Resolution 
38/29/06 

38/31/06 

I Date of INature of Complaint Explanation of Resolution 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnection/reconnection might be occurring and sent letter with tips to 
reduce their occurrence. 
Customer shared feedback regarding accuracy of captions. C S  Rep 
apologized for incidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate captioning 

Complaint 
08/29/06 DisconnecVReconnect during calls 

08/31/06 ICaller said agent disconnected his call and also 

08/30/06 

08/30/06 

linterrupted him while slhe was typing. 
/The caller was trying to contact a customer who uses a 09/04/06 

Accuracy of captions 

Disconnect/ Reconnect during calls 

19/04/06 

19/13/06 
19/13/06 

I 

0911 1/06 
09/13/06 

ICaplions - dropped cnaracterslgarb ed lex1 
IFL TTY cLslomer state0 agent oio not aial me rlant 

. .  - .  
he understood. 
Apologized for rudeness and failure to help place the call. Explained to the 
caller how to place a call using relay. No follow up required. Supervisor 
spoke to the operator about this call and advised to explain relay to the 
voice customer if they are not familiar and also to use good customer 
service skills. Advised it is never appropriate to be rude to a customer. 

Recommended customer move CapTel phone off the splitter she installed. 
No such agent with this number. 

I (number. did not follow thei; instructions and then 

1 TTY She knows.hok to use relay. but she has never 
placed a call before (she's only received calls). When 
she dialed into relay she was not familiar with what info 
the operator needed, and the operator would not 
explain to her how to place the call. The operator told 
her to call Customer Service for instructions. The caller 
also said the operator was very rude. 

09/14/06 
disc; 
DisconnectlReconnect during calls 

lservice staff for follow up. 
lSent customer information explaining the difference between a CapTel 18/30/06 

19114106 

. 
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and sent email with tips to reduce 

Sent customer letter explaining how to reduce occurrence of 
disconnections. Recommended customer have phone company check her 
lines. 
Educated operator on proper procedures and to get a supervisor when 
necessary 

loccurrence. 
ISupervisor coached agent on proper call handling orocedures. Agent stated 18/31/06 

09/18/06 Caller requested male operator. Operator did not 
respond. No holding macro and then disconnected the 
call. No follow up requested. 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

09/20/06 

Nature of Complaint 

Customer stated that agent did not follow her 
instructions to type "beep G A  upon receiving a voice 
mail message Instead the agent only typed "GA " 
When questioned about it the aaent told the customer - 
lthat this was standard procedure. 
/Customer stated that agent played games with his call 09/22/06 

Resolution 
19/28/06 

and the call could not be made. 

Thanked the customer for letting us know and assured that t h e  complaint 
would be sent in as stated. Customer does want an email lett ing her know 
how the public is to find out what is standard procedure and what is not. 
Agent was coached to always ask for clarification when unsure of the 

and the call could not be made. 

09/24/06 

09/28/06 

and the call could not be made. 

this. No iollow up requested. . 
Apologized for the problem. Follow up requested. Supervisor spoke to the 
operator and advised to always ask for supervisory assistance if there are 
any problems with a call. Follow up email sent 1018. 
Trainer spoke with the agent and the agent stated that they did not 
disconnect the call. They remembered the call and their sc reen  showed that 
the inbound disconnected after the first call. Agent followed procedure.  Non 
agent error. 

Customer stated the operator disconnected the call. 
The customer called back. The supervisor was 
defensive. 
Customer stated that agent 6033 dialed the first call 
but when given the 2nd number the agent did nothing 
and the line disconnected. Apologized for the problem, 
No follow up requested. 

09/24/06 

09/28/06 

Dateof I Explanation of Resolution 

(customer's request. 
/Apologized for the problem and assured that the complaint wou ld  be sent in 19/25/06 . .  
as stated. No call back requested. Supervisor was present dur ing this 
incident and stated a voice customer gave this agent a number to dial, 
when agent dialed the number a voice recording came on. T h e  agent told 
the customer it was a voice recording and he could hang up and redial the 
number in order to leave a message. Supervisor stated customer got mad 

(and h,ng up Agent fo owe0 procedures 
ISuperv sor was present aJrinq this nc oent and stated a voice customer 19125,06 . 
gave this agent a number to dial, when agent dialed the nurn ber a voice 
recording came on. Agent told the customer it was a voice recording and he 
could hang up and redial the number in order to leave a message. 
Supervisor stated customer got mad and hung up. Agent followed 

Iproceodes No follouv -p requested 
lSLpervisor *as present dbr rig i n s  incident stated a roice cusloi i ler calk0 '9/25,06 

ouple of times before with the same number. Agent dialed the number. a 
ice recording picked up. Agent told the customer it was a v o i c e  recording 
d he could hang up and redial the number to leave a message. This time 

customer asked for a supervisor. Customer told supervisor that a deaf 
rson stays there too and sometimes if you wait until the v o i c e  recording 
ishes, it will start sending TTY tones. Supervisor dialed t h e  number for 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Complaint 

10/03/06 

10/15/06 

Nature of Complaint 

DisconnecffReconnect during calls 

Voice customer called in and said that the CA took her 
time to answer the phone and was laughing as well 

Date of 
Resolution 
10/03/06 

10/15/06 

10/20/06 

10/20/06 

1011 7/06 
12/17/07 

10/20/06 

instructed the CA not to press any buttons and a TTY 
would pick up. CA did not follow instructions. Asked the 
CA to redial and still did not follow instructions. 

or a supervisor o reques an agency swi 
due to previous customer contact. When the 
supervisor came on the line, he felt that the supervisor 
appeared not to care about handling the problem. 

Voice cell phone customer unable to dial TTY number 
via Relay but able to dial direct; customer needed to 
drive 60 miles to get a message to TTY customer and 

respond again - customer hung up and got an agent to 
respond on 3rd call - very frustrated and annoyed 

Explanation of Resolution 

Sent customer information explaining the difference between a capTel 
phone and a traditional phone. Explained to customer why 
disconnection/reconnection might occur and sent email with tips to reduce 
occurrence. 
Apologized to the customer. Follow up requested. Contacted customer on 
10/17/06 @ 9:00 am stating this agent ID number is currently unassigned. 
therefore further investigation is not possible. Customer understood and 
stated he would be sure to note the agent number because he really wasn't 
sure. 
Apologized to the customer. Follow up requested. Met and coached CA to 
always follow customer's instructions. Followed up with the customer and 
mentioned that the CA had been coached. I also addressed the issue of 
switching agents per customer's request. I explained to the customer, Per 
company's policy, that we cannot switch agents. 
Apologized to the customer. Follow up requested. Met and coached CA to 
always follow customer's instructions. Followed up with the customer and 
mentioned that the CA had been coached. Also addressed the i s s u e  Of 

switching agents per customer's request. I explained to the customer. Per 
company's policy, that we cannot switch agents. 
Unit's account activated. Unit now operational. 
Apologized and opened Trouble Ticket. Customer did not request follow UP. 
Not a valid ANI. Tried to contact the customer for correct ANI. No answer 
after several attempts from technician. 

The complaint was not against operator, but other operators (cal ler didn't 
have numbers). Non-agent error. 

10/15/06 Voice customer called in to call a TTY number and 

10/31/06 Agent stated that she did not recall this situation and that she does not hang 
up on customers. 



Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
:omplaint 
0/23/06 

0/29/06 

0/29/06 

Nature of Complaint Date of Explanation of Resolution 
Resolution 

Voice customer stated that this agent started out typing 10/29/06 
quickly but then as the call went along the transmission 
time became very slow. She also said this agent 
spoke directly to her brother (who initiated the call) in 
person mentioning his name. The caller didn't 
appreciate the agent being this familiar with him like 
she knew him. He hung up and tried calling back for a 
different agent and got this same agent 3 times. 

Customer stated that agent did not redial when 
requested. Customer stated that they waited for 5 
minutes for agent to redial 
Inbound VCO caller stated that he typed VCO GA and 

Let the customer know that we had been having problems wi th  the System 
transmitting more slowing as the call goes along. Thanked t h e  Customer for 
letting us know and assured the complaint would be sent in a s  stated. N O  

call back requested. Agent stated she didn't remember doing s o  but is 
confused - she states she thought part of CSI was using the pafly 's name if 
she wanted to. Educated that it was OK in the opening of the call but not 
speaking to a party directly during the conversation if that is w h a t  happened. 

11/18/06 No follow up requested. Agent stated she did not recall this c a l l  but knows 
to follow customer instructions. 

Apologized to customer and had other agent place the call. N o  follow UP 11/03/06 
the agent did not respond. Caller asked repeatedlyfor 
VCO and the number he wanted to call, but the agent 
didn't respond. Asked for supervisor but agent wouldn't 
get one. Hung up and redialed relay and got the same 
agent who made the same mistakes and wouldn't get a 

requested. Agent no longer employed, 

who is rude to her. She has wanted to complain but 
agent kept changing his employee # and not telling 
her his true #. When a female operator told this agent 
that he could get into trouble doing that, he replied he 

machine telling callers to stop leaving prank messages, Discussed Proper 
call handling procedures and operator understood to bring it to sUPerViSOr'S 
attention when appropriate. 

the line disconnect 

intentionally and apologized for the problem. operator did not type anything back. Customer said the 
operator should type something like (your welcome) 
sksk. The customer said the operator hung up without 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

Date of 
Resolution 
11/02/06 

Date of /Nature of Complaint Explanation of Resolution 

thanked the customer for letting us know and assured that the co&lalnt 
would be sent in as stated No call back requested 

Complaint 
~ 1/02/06 TTY customer had problem with her call being 

disconnected in the middle of the call. She wasn't sure 

Itransferred the customer to customer service. 
IWanted to know why CA hung UD on the caller. The 1/24/06 

1/23/06 

the line said he placed a call (or a call was placed to 
him - he was very confused and unclear as to what 
actually took place) and said Operator 6944 wasn't 
doing her job. He said he had spoken to Supervisor 
1413, who outright said that Operator 6944 wasn't 
doing her job, and they would discuss matters with her. 

Customer called into relay and asked agent to dial 
number. Agent responded by asking customer what 
slhe looked like. The customer became very upset and 
asked the agent to dial the number again and the 
agent proceeded to ask "personal" questions and then 

I 

1/30/06 Customer having problems with phone. Battery acid 
leaking from inside. 

11/24/06 

. .  . 
remember asking what the person looked like, but said will be careful to 
enunciate more clearly. 

/ 

Supervisor discussed with CA. CA could not remember call but knows not 

IForwarded 10 Tecnn ca witn Trouble T cket Info 
IApologtzeo Io customer for br,ef d ff c ~ l t y  trying to reacn a CapTel user 

/ 

11116/06 
~~~ 

using the Spanish Captioning Service; suggested that the call be attempted 
a short time later with positive results. Reported incident to Director of Call 
Icenter. 4 

]Coached operator on the proper phone etiquette. oDerator does not 31/18/07 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

fi Date of Explanation of Resolution 
Complaint Resolution 
12/01/06 DisconnecVReconnect during calls 12/01/06 Explained to customer difference between a CapTel and a traditional 

phone. Explained to customer why disconnecffreconnect might be 
occurring. Explained how customer can toggle CAPTION button to re- 

12/06/06 

placed call, customer wanted to call back, operator did 
not respond. instructions. 
DisconnecffReconnect during calls 

customer is in control of call and operator is to redial or to follow customer's 

Sent customer information explaining the difference between a CapTel 
phone and a traditional phone. Explained to customer why 
disconnectionlreconnection might occur and sent email with tips to r e d u c e  

12/06/06 

document the date, time and CA number for more specific follow up. 

spoke with agent who advised there was garbling and could not read w h a t  

an invalid number TTY. Customer reported supervisor 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 

12/20/06 Accuracy of captions 12/21/06 

phone and a traditional phone Explained to customer why 
disconnectionkeconnection might occur and sent email with tips to reduce 

apologized for incidence and thanked customer for the feedback a n d  
informed them that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer document the date, time 
and CA number for more specific follow up. Also explained the captioning 
process. 
Customer shared feedback regarding accuracy of captions. CS R e p  
apologized for incidence and thanked customer for the feedback and 
informed them that information would be shared with appropriate captioning 
service staff for follow up. Suggested customer document the date, time 

I I loccurrence. 
12/20/06 IAccuracy of captions 112/20/06 ICustomer shared feedback regarding accuracy of captions. CS R e p  

12/20106 FL voice user complained caller ID does not display 
when her VCO sister does not show causing her to 

12/20/06 Apologized, explained relay is unable to guarantee caller ID will show for all 
numbers. as issues bevond our control can affect this. Customer did not 

12/21/06 

- 
miss calls. 

FL TTY customer stated agent disconnected his call 
when he requested the agent to repeat what was typed. 

request contact. CID not showing this VCO customer dials 71 1 to call her 
sister through Florida relay. 
Apologized for this incident. No follow up requested. Agent stated t h a t  he 
would not hang up on anyone intentionally and it may have been a n  error. 

12/21/06 

I I /Agent apologized for any errors. 
12/25/06 ICaller said that operator kept hanging up without 112/25/06 IApologized to the caller and assured that this complaint would be forwarded 

Ithe call without placing any calls. 

to the appropriate parties. Discussed situation with operator. Adv ised 
that corrective action would be taken if additional calls are disconnected. 

placing any calls. Caller called the center three times I got the same operator who subsequently disconnected 
I 

2/27/06 DisconnecVReconnect during calls 

phone. Explained to customer why disconnection/reconnection m i g h t  be 
occurring. Advise customer that they can, as a 2-Line CapTel user, toggle 
captions off and on again to reestablish captions on the second line. 

Sent customer information explaining the difference between a CapTel and 
a traditional phone. Explained to customer why disconnectionlreconnection 
might occur and sent email with tips to reduce occurrence, 

12/27/06 
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Florida Complaint Tracking Report 
June 1,2006 - May 31,2007 

Total No. of Complaints - 180 
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